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▼  Introduction 


In  Alberta,  tourism  is  big  business.  Alberta's  tourism/hospitality  industry  pres- 
ently creates  an  estimated  100,000  full-time,  part-time  and  seasonal  jobs.  By  the 
year  2000,  tourism  has  the  potential  to  provide  220,000  jobs  for  Albertans. 

This  tremendous  growth  potential  represents  both  an  opportunity  and  a  challenge. 

The  Alberta  Tourism  Education  Council  is  responding  to  that  challenge.  We  are 
working  to  put  together  a  comprehensive  networic  of  education  and  training  pro- 
grams. We  want  to  help  those  people  who  are  currently  working  in  tourism  to 
expand  their  skills  and  move  ahead  in  the  industry.  We  also  want  to  attract  ener- 
getic and  talented  individuals  to  the  many  exciting  and  rewarding  career  opportuni- 
ties in  tourism. 

One  of  the  important  initiatives  we  have  undertaken  is  the  development  of  individ- 
ual certification  standards  for  a  wide  range  of  tourism  occupations.  This  province- 
wide  system  of  certification  is  a  major  advance  for  Alberta's  tourism/hospitality 
industry.  It  provides  a  special  opportunity  for  us  to  work  with  our  partners  in  edu- 
cation, government  and  industry,  while  certification  itself  provides  individuals  with 
the  opportunity  to  demonstrate  their  skills,  challenge  an  examination  and  receive  an 
industry  recognized  certificate  from  the  Alberta  Tourism  Education  Council. 

Certification  will  enable  employees  and  employers  to  further  their  career  develop- 
ment goals.  Certification  will  also  lead  to  an  enhanced  image  of  the  career  opportu- 
nities available  within  the  tourism/hospitality  industry. 

If  you  would  like  more  information  on  how  you  can  benefit  from  these  certification 
standards,  please  call  or  write: 

Alberta  Tourism  Education  Council 
1700  Standard  Life  Centre 
10405  Jasper  Avenue 
Edmonton,  Alberta 
T5J  3N4 

Phone:  (403)  422-0781 
Fax:  (403)  422-3430 
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▼  Standards 
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▼  What  Are  They? 

Standards  are  those  points  of  reference  from 
which  measurements  may  be  made.  We  often 
hear  the  question  -  "Does  this  person  meet  the 
industry  standard?"  Yet  in  many  instances,  we 
haven't  exactly  defined  what  "industry  standard" 
means  to  the  different  people  who  work  in  the 
four  major  sectors  of  the  Tourism  Industry. 
Clearly,  many  very  different  perceptions  of 
"industry  standards"  exist. 

The  mandate  of  the  Training  and  Certification 
Committee  of  the  Alberta  Tourism  Education 
Council  is  to  bring  together  industry  representa- 
tives, educators,  government,  and  all  stakeholders 
to  help  define  these  industry  standards.  The 
challenge  this  task  presents  is  immense  but  what  it 
represents  is  an  exciting  step  toward  the  pooling 
of  resources  by  aU  levels  of  the  Tourism  Industry. 

▼  Why  Do  We  Want  To 
Define  Standards? 

For  too  long,  people  working  within  the  Tourism 
Industry  have  been  labelled  as  unskilled  workers. 
The  stereotype  is  far  from  the  truth. 

The  time  has  come  to  generate  greater  public 
awareness  of  the  variety  and  complexity  of 
tourism  occupations.  As  a  major  step  in  develop- 
ing this  new  awareness,  the  Accreditation  Pro- 
gram of  The  Alberta  Tourism  Education  Council 
will  provide  opportunities  for  those  within  the 
Industry  to  earn  official  credit  for  their  educa- 
tional and/or  work  experience. 

By  defining  standards  we  help  to  increase  aware- 
ness of  the  competencies  required  for  each  occu- 
pation involved  and  describe  all  the  skills,  knowl- 
edge-levels and  attitudes  required  of  professional 
members  of  the  world's  fastest  growing  industry. 


^  Who  will  Benefit  from 
Standards  and  How? 

In  the  long  run,  everyone  benefits  from  the 
defining,  implementing  and  monitoring  of  per- 
formance in  relation  to  predetermined  industry 
standards.  By  maintaining  or  raising  standards, 
local  and  visiting  consumers  benefit  as  well  as 
those  professionals  who  meet  or  exceed  the 
standards.  Some  of  the  specific  groups  who  can 
benefit  from  the  development  of  standards  are: 

Employers/Owners 

▼  Standards  help  to  define  areas  where  their 
employees  must  be  proficient.  This  helps 
with  recruiting,  training  and  development  of 
staff  members. 

▼  Used  as  a  checklist,  standards  help  to  ensure 
that  all  areas  of  the  business  which  are 
employee-driven  are  being  satisfied. 

▼  As  a  basis  for  developing  programs  which 
lead  to  certification,  standards  provide 
employers  with  a  more  highly-trained  woik 
force. 

Occupational  Professionals 

(those  already  working  within  Industry) 

▼  Standards  help  to  identify  career  paths. 

▼  Occupational  Professionals  benefit  through 
an  enhanced  public  image. 

▼  Standards  provide  the  basis  for  challenge, 
self  improvement  and  advancement. 

▼  Standards  supply  a  framework  for  certifica- 
tion. Credit  is  earned  on  the  basis  of 
experiential  and  educational  credibility. 


4 


▼  With  expectations  more  clearly  defined, 
standards  help  to  provide  higher  and  more 
measurable  levels  of  performance  leading  to 
an  enhanced  individual  self-concept. 

Students 

▼  Are  assisted  in  visualizing  all  career  options 
in  the  Tourism  Sector,  leading  to  informed 
decisions  regarding  career  paths  in  Tourism. 

▼  The  Tourism  Industry  is  promoted  as  a 
viable  and  fulfilling  career  choice. 

Educators 

▼  Standards  provide  the  basis  for  the  curricu- 
lum and  program  development  necessary  for 
cerification  from  the  Alberta  Tourism 
Education  Council. 

▼  Awareness  of  the  complexity  of  occupations 
within  the  Tourism/Hospitality  Industry  is 
enhanced  through  establishing  standards. 

▼  Existing  and  future  Occupational  Profes- 
sionals are  provided  with  frameworks  for 
enlightened  and  practical  training  programs. 

▼  Educational  expertise  is  channelled  to  the 
areas  of  industry  where  it  is  needed  and 
applicable. 

▼  Where  Do  We  Go 
From  Here? 

The  Alberta  Tourism  Education  Council  has  a 
mandate  to  facilitate  the  development  of  Stan- 
dards and  Certification  for  all  occupational  areas 
of:  i)  Food/Beverage  and  Accommodation 
Sectors  ii)  Tour  and  Travel  iii)  Attractions 
iv)  Ski  Resorts. 

The  Standards  presented  in  this  booklet  are  for  the 
occupational  area  of  Sales  and  Marketing  Man- 
ager. Additional  standards  are  being  developed 
and  validated  on  an  ongoing  basis  by  Industry  for 
every  occupation  in  the  Food/Beverage  and 
Accommodation  area. 

Soon,  individuals  from  all  sectors  will  be  able  to 
use  the  standards  as  a  measure  of  performance  in 
their  chosen  occupation. 


▼  How  Do  You  Read  Or 
Understand  The  In- 
formation Contained 
In  This  Booklet? 

It's  actually  very  simple  in  that: 

Major  skills  - 

represent  the  general  area  where  the  occupa- 
tional professional  demonstrates  competence. 

Enabling  Skills  - 

are  the  many  individual  competencies  which 
make  up  the  general  area  of  competence. 

Core  Skills  - 

are  transferable  to  the  entire  industry,  and  are 
not  limited  to  one  specific  occupation. 

Specific  Skills  - 

apply  specifically  to  a  stated  occupation. 

Knowledge  Tasks  - 

comprise  what  an  individual  has  to  know  to 
perform  their  job. 

Performance  Tasks  - 

are  processes  that  the  Occupational  Profes- 
sional has  to  carry  out. 

Attitudinal  Tasks  - 

represent  a  positive  way  of  thinking  and  ap- 
proaching the  tasks  at  hand. 
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Certification  Standards 
Sales  and  Marketing  Manager 


Major 
Skills 

Enabling 
Skills 

Level 

Knowledge  Tasks 

Performance  Tasks 

Attitudinal  Tasks 

▼ 

▼ 

▼  ▼ 

▼ 

1. 

Explain  the 
Role  of 
Sales  and 
Marketing 
Manage- 
ment 

1.  Define  the 
language 
used  in  the 
tourism 
industry  and 
in  marketing 

Explain  the  meaning  of 
tourism  industry  language,  i.e. 
"fam"  trip,  rack  rate,  contra- 
advertising 

Explain  the  meaning  of 
marketing  language,  i.e. 
secondary  data,  focus  group, 
negotiating 

2.  Define  sales 
and  market- 
ing and 
explain  the 
difference 
between  the 
two 

Describe  the  components  of 
sales,  i.e.,  prospecting, 
qualifying,  closing 

Describe  the  components  of 
marketing,  i.e.  product,  price, 
place,  packaging,  people 

Explain  the  difference 
between  sales  and  marketing 
and  the  results  of  each 

3.  Explain  the 
components 
of  the  tourism 
industry 

Describe  the  components  of 
the  tourism  industry,  i.e. 
travel  agents,  tour  operators, 
airlines,  events,  destinations 

Explain  the  relationship 
among  the  components  of  the 
tourism  industry  that  results 
in  increased  sales  and 
increased  customer 
satisfaction 

4.  Explain 
tourism 
marketing 

Describe  the  components  that 
make  tourism  marketing 
different  from  marketing  in 
other  industries 

Explain  an  intangible 
experience 
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Major 
Skills 


Enabling 
Skills 


Level 


Knowledge  Tasks 


Performance  Tasks 


Explain  the  difference 
between  destination 
marketing  and  product 
marketing 

Explain  how  a  customer 
purchases 

Explain  why  a  customer 
purchases 

Explain  seasonal  nature  of 
purchases 


Attitudinal  Tasks 


5.  Explain 
product 
pricing  in 
tourism 


Explain  the  importance  of 
using  product  costs  to 
calculate  selling  prices 

Explain  the  relationship  of 
market  price  to  product  costs 
and  selling  price 

Explain  the  components  of 
product  cost 


6.  Explain 
increased 
business  as 
an  outcome 
of  sales  and 
marketing 
management 


Explain  what  it  means  to  be 
the  best 

Describe  achieving  increased 
sales  volume 

Describe  better  business 
reputation 

Describe  increased  customer 
satisfaction 

Explain  ethics  in  the 
workplace 


7.  Display  the 
attitudes  and 
interests  of 
importance  to 
sales  and 
marketing 
management 


Demonstrate  assertiveness 
Demonstrate  confidence 
Demonstrate  openness 
Demonstrate  people  skills 
Demonstrate  leadership 
Set  goals 


Value  people 

Value  people's  satisfaction 
Value  doing  a  good  job 
Value  the  work  ethic 
Value  teamwork 
Prefer  working  with  people 
Prefer  variety  of  tasks 
Prefer  challenges 
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Major 
Skills 


Enabling 
Skills 


Level 


Knowledge  Tasks 


Performance  Tasks 


Attitudinal  Tasks 


Value  the  educational  and 
recreational  aspects  of  travel 


8.  Explain  the 
procedures 
used  in  sales 
and  market- 
ing manage- 
ment 


Describe  applying  market 
research  procedures 

Describe  creating  client 
awareness  and  curiosiQr 

Describe  developing  and 
strengthraiing  business 
relationships 

Describe  maintaining  job 
satisfaction 


9.  Explain  the 
tools/ 
techniques 
used  in  sales 
and 

marketing 
management 


Describe  using  communica- 
tion skills 

Describe  increasing  product 
knowledge 

Describe  maintaining  proper 
management  information 

Describe  applying  supervi- 
sory management  skills 

Describe  using  promotion 
and  advertising  skills 


il. 

Use  Com- 
munication 
Skills 


9.  Explain  the 
importance 
of  a  positive 
attitude  in 
marketing 


1.  Recognize 
client  and 
use  a 

suitable  style 
that  the 
client  finds 
comfortable 


Describe  professionalism 

Describe  commitment  to  your 
employer 

Describe  believing  in  your 
product 

Describe  selling  yourself 
Describe  self  confidence 


Describe  importance 
of  assessing  client 
characteristics 

List  the  various  types  of 
conmiunication  methods 

Explain  the  advantages  and 
disadvantages  of  each 


Assess  client's  style 

Select  alternative  methods  to 
match  client's  style 

Apply  methods  to  match 
client's  style 


Recognize  client's  emotional 
state 

Recognize  client  openness 
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Major 
Skills 


Enabling 
Skills 


Level 


Knowledge  Tasks 


Performance  Tasks 


Attitudinal  Tasks 


Describe  the  outcomes  when 
the  method  used  does  not  fit 
the  client 

Describe  the  importance  of 
customs  and  protocol 


2.  Use  non- 
verbal com- 
munication 
skills 


Shake  hands 

Make  and  maintain  eye 
contact 

Maintain  proper  posture 

Use  steady  voice  tone 

Use  appropriate  facial 
expressions 

Use  appropriate  arm  position 

Use  ^propriate  leg  position 

Adjust  distance  from  client 

Establish  comfortable  office/ 
meeting  environment 

Coordinate  with  verbal 
presentation 


Maintain  positive  facial 
expression 

Maintain  open  body  posture 
(hands  and  legs) 

Reflect  positive  self  esteem 

Reflect  positive  self 
assertiveness 

Dress  appropriately 


3.  Use  listening 
skills 


Identify  the  client's  major 
concerns  or  needs 

Identify  how  message  is 
expressed 


Re-state  client's  comments 

Use  encouragers 

Apply  probing  skills  to 
search  for  meanings  and 
ideas 

Ask  questions  to  be  sure 
client's  needs  and  concerns 
are  understood 

Demonstrate  understanding 
to  the  client  by  providing 
feedback 


Greet  client  with  an  open 
mind 

Recognize  the  feelings  of  the 
client 


4.  Use  question- 
ing skills 


List  types  of  questions 

Explain  the  advantages  and 
disadvantages  of  each 


Organize  questions 

Ask  background/  situation 
questions 

Probe  for  details  on  client 
needs 
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Major 
Skills 


Enabling 
Skills 


Level 


Knowledge  Tasks 


Performance  Tasks 


Attitudinal  Tasks 


Assess  client  responses  to 
questions 

Re-state  client  response  for 
clarification 

Take  charge  of  the 
questioning 

Complete  notes  and  classify 
client 

Evaluate  the  process 


5.  Use  message- 
giving  skills 


Describe  verbal  component 

Describe  nonverbal 
component 

Describe  procedures  for 
determining  purpose  of  the 
message 


Adjust  message  to  personal 
style 

Deliver  major  introductory 
points 

DeUver  details  of  major 
points 

Summarize  key  points 
Seek  feedback 


6.  Use  negotiat- 
ing skills 


Explain  what  makes  a  sales 
contract  valid  and  legal 

Explain  what  it  takes  to 
succeed  in  a  negotiation 


Confirm  understanding  of 
client  needs 

Strive  to  achieve  general 
agreement 

Obtain  client  feedback 

Reconcile  specific  client 
needs 

Identify  areas  requiring 
follow-up 

Establish  time  and  date  for 
next  meeting/discussion 

Use  negotiating  skills,  i.e. 
strive  for  win/win  outcomes 


Build  and  maintain  trust 
Create  a  positive  climate 


7.  Use  written 
communica- 
tion skills 


Describe  the  organization's 
writing  needs 

Explain  business  writing 
skills 


Write  business  letters 

Write  sales  proposals 

Write  promotional  materials 

Write  a  marketing  plan 

Write  effective  meeting 
agendas 

Write  internal  memos 


Write  legibly 
Value  conciseness 
Value  simplicity 
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Major 
Skills 


Enabling 
Skills 


Level 


Knowledge  Tasks 


Performance  Tasks 


Attitudinal  Tasks 


8.  Use  presenta- 
tion skills 


Explain  the  importance  of 
establishing  a  speaking  goal 


Know  your  audience 

Research  topic  thoroughly 

Organize  information 

Apply  presentation  skills  to 
inform,  to  inspire/motivate, 
and  to  entertain 

Speak  confidently  in  a 
controlled,  relaxed  manner 

Demonstrate  voice  variety 

Use  body  language,  facial 
expression  and  body 
movement 


Respect  your  audience 
Maintain  a  sense  of  humour 


9.  Use  tele- 
phone 
techniques 


Explain  telephone  techniques 
Explain  telemarketing  skills 


Demonstrate  courtesy 

Answer  the  telephone 
promptly 

Smile 

Use  a  positive  tone  of  voice 

Speak  clearly 

Record  details  of  the 
conversation 

Follow-up  on  the 
conversation 


Value  people's  satisfaction 
Value  promptness 
Value  thoroughness 


10.  Use  network- 
ing skills 
with  cUents 
and  with 
others  in  the 
industry 


Define  purpose  of  networks 

Describe  effective 
networking 

List  examples  of  major 
contact  organizations  for 
finding  new  potential  clients 
and  for  developing  industry 


Describe  ^proaches  to 
known  contacts 

Describe  approaches  to 
"cold"  contacts 


Participate  in  industry 
associations  and  events 

Develop  network  of  industry 
people  for  ongoing  informa- 
tion about  industry  trends 

Develop  network  to  expand 
contacts  with  potential  new 
clients 

Review  possible  groups  of 
interest 

Determine  tourism  potential 
of  group 

Establish  group  contact 
person 

Determine  a  contact  list 


Recognize  the  industry 
information  potential  of 
competitors 

Recognize  the  travel 
potential  of  groups 

Recognize  that  individual 
needs  exist  in  groups 

Recognize  that  group  needs 
exist 

Recognize  ability  of  co- 
workers, competitors 

Recognize  self  as  a  part  of 
others'  network 
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Major 
Skills 


Enabling 
Skills 


Level 


Increase 
Product 
Knowledge 


1 .  Explain 
company 
operation  and 
policies 


Knowledge  Tasks 


Performance  Tasks 


Attitudinal  Tasks 


Explain  company  history 

Explain  company  philosophy 
and  management  style 

Explain  product  history 

Explain  company  policies  i.e. 
credit,  customer  service 

Explain  the  operations  of  the 
company 

Explain  the  relationship  of 
the  various  aspects  of  the 
operation 

Explain  company  image 
Explain  product  image 


Use  approaches  to  known 
contacts 

Use  approaches  to  "cold" 
contacts 

Conduct  the  contact  interview 

Identify  group  needs 

Suggest  various  products  to 
network 

Evaluate  ongoing  network 
contacts 

Conduct  follow-up  activities 


Experience  each  aspect  of  the 
operation 


Value  teamwork 


2.  Experience 
the  product 


List  the  various  methods  used 
to  become  familiar  with  a 
product 


Obtain  background  informa- 
tion about  the  product 

Try  the  product  as  a  customer 
would 

Select  staff  to  try  the  product 
as  a  customer 

Obtain  feedback  from  staff 
regarding  the  product 


3.  Study  trade/ 
industry 
publications 


List  major  industry 
publications 


Review  incoming 
publications 


Value  up-to-date  industry 
knowledge 


ALBERTA  TOURISM  EDUCATION  COUNCIL 


12 


Major 
Skills 


Enabling 
Skills 


Level 


Knowledge  Tasks 


Performance  Tasks 


Attitudinal  Tasks 


Merge  publication  content 
with  business  needs 

Focus  on  international, 
national,  regional,  and  local 
statistics 

Highlight  special  articles 

Circulate  articles/pubUcations 
to  staff 

Create  personal  marketing 
strategy  files 


Value  learning  from 
competitors 

Value  "all  knowledge  is 
helpful" 


4.  Attend  trade/ 
industry 
presentations 


List  types  of  presentations 


Assess  costs  and  benefits  of 
attending  presentations 

Organize  attendance  around 
staff  availabiUty 

Assess  need  for  staff  to  attend 

Determine  and  allocate 
attendance 

Seek  feedback  from  attending 
staff  member(s) 


5.  Explain 
features, 
advantages 
and  benefits 
of  the 
product 


List  features  of  product 
List  advantages  of  product 
List  benefits  of  product 


Use  features,  advantages  and 
benefits  of  product  in  sales 
techniques 


6.  Identify 
competitors 
and  their 
products,  and 
know  the 
entire 
destination 


List  competitors 

Describe  competitors' 
products 

Describe  differences  between 
competitors'  products  and 
your  own 

Describe  the  products  offered 
by  the  entire  destination 

Explain  the  relationship  of 
the  products  within  the 
destination 
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Major 
Skills 


Enabling 
Skills 


Level 


Knowledge  Tasks 


Performance  Tasks 


Attitudinal  Tasks 


IV. 

Maintain 
Proper 
Manage- 
ment 

Information 


7.  Explain 
product 
position  in 
the  market 


1.  Explain  the 
importance  of 
having  proper 
management 
information 


Describe  the  factors  required 
to  evaluate  the  competition 

Describe  the  factors  required 
to  identify  the  needs  of 
potential  customer  groups 

Describe  the  process  used  to 
evaluate  customer  needs, 
competitors'  strengths  and 
weaknesses  and  gaps  in  the 
marketplace 


List  the  types  of  management 
information,  i.e.  sales 
reports,  financial  reports 

List  the  sources  of  manage- 
ment information 

Explain  the  relation  between 
management  information  and 
increased  business  and 
profitability 


Conduct  analysis  of  the 
competition 

Conduct  an  analysis  of 
potential  target  markets 

Analyze  and  evaluate 
customer  needs,  competitors* 
strengths  and  weaknesses  and 
gaps  in  the  marketplace 

Select  the  position  for  your 
product  based  on  customer 
and  competitor  analysis 


2.  Explain  basic 
bookkeeping 
skills 


Explain  the  components  of  a 
basic  bookkeeping  system, 
i.e.  debits,  credits,  general 
ledger 

Explain  the  relationship  of 
bookkeeping  to  preparation 
of  financial  statements 

Explain  the  importance  of 
bookkeeping  to  accurate 
management  information 


Maintain  necessary  records 
accurately  and  on  a  timely 
basis 

Cormnunicate  with  co- 
workers in  accounting  to 
acquire  necessary  informa- 
tion for  record  keeping 


Value  thoroughness 
Value  accuracy 
Value  timeliness 


3.  Forecast  and 
plan  sales 
and  market- 
ing activities 
for  the  long- 
term 


Describe  components  of  a 
marketing  plan 


Set  long-term  goals  that  are 
measurable,  timely  and 
achievable 

Identify  plan  of  action  to 
achieve  goals 

Review  marketing  plan  to  be 
sure  it  fits  into  the  company's 
business  plan 

Implement  plan 

Analyze  achievements 
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Major 
Skills 


Enabling 
Skills 


Level 


Knowledge  Tasks 


Performance  Tasks 


Attitudinal  Tasks 


Set  new  goals 


4.  Forecast  and 
plan  sales 
and  market- 
ing activities 
for  the  short- 
term 


Set  short-term  goals  that  are 
measurable,  timely  and 
achievable 

Identify  plan  of  action  to 
achieve  goals 

Review  plan  to  be  sure  it  fits 
into  the  longer  term 
marketing  plan 

Implement  plan 

Analyze  achievements 

Set  new  goals 


5.  Prepare 
marketing 
budgets  for 
fiscal  year 


List  the  components  of  the 
sales  and  marketing  budget 

Explain  the  importance  of 
each  component 

Explain  the  relationship  of 
the  various  components  to 
each  other 


Develop  an  annual  budget 
that  is  broken  down  to  a 
monthly  basis 


6.  Monitor 
existing  and 
future  sales 


Explain  relationship  of 
marketing  to  future  sales 

List  methods  of  monitoring 
sales 


Compare  actual  sales  to 
budgeted  sales  by  market 
segment  and  by  product  type 

Monitor  cause  of  sales,  i.e. 
promotion,  word  of  mouth, 
past  client,  travel  agent 


7.  Monitor  and 
control  sales 
and  market- 
ing expenses 


List  sales  and  marketing 
expenses 

List  methods  of  monitoring 
customer  service 


Compare  expenses  by 
category  to  budgeted 
expenses 

Make  adjustments  to 
expenses  as  required 

Monitor  productivity  of  sales 
staff 

Monitor  customer  service 
and  satisfaction 

Monitor  staff  feedback 
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Major 
Skills 


Enabling 
Skills 


Level 


Knowledge  Tasks 


Performance  Tasks 


Attitudinal  Tasks 


Monitor  cost  of  sales 

Use  information  to  make  any 
necessary  adjustments  to 
long  and  short-term 
marketing  plans 


8 .  Use  organiza- 
tional 
plaiming 
skills 


Explain  goal-setting 
procedures 

Explain  time  management 
skills 

Explain  the  components  of  an 
action  plan 


Plan  ahead  and  in  detail 

Establish  priorities 

Arrange  schedules  for 
management  and  staff  to 
complete  tasks  systematically 
and  in  a  realistic  time  frame 

Monitor  the  progress  of 
management  and  staff  in 
completing  tasks  acccording 
to  a  schedule 

Adjust  the  timing  and/or 
manpower  as  necessary 

Keep  accurate  records 

Maintain  an  orderly, 
appropriate  filing  system 


Value  thoroughness 


9 .  Use  systems 
of  accounta- 
bility 


List  systems  of 
accountability 

Explain  the  importance  of 
accountability  in  staff 
performance 


Prepare  written  job  descrip- 
tions for  staff  and  manage- 
ment that  clearly  outline 
duties  and  responsibilities, 
line  of  authority,  and 
standards  of  performance 

Monitor  performance  using 
the  job  breakdowns  as  the 
basis  for  evaluation 


Use  systems  of  accountabil- 
ity that  are  appropriate 

Monitor  productivity,  attitude 
and  cost-consciousness  of 
staff 

Monitors  staff's  effectiveness 
in  meeting  time  schedules 

Monitor  quality  of  staff 
performance 
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Major 
Skills 


Enabling 
Skills 


Level 


Knowledge  Tasks 


Performance  Tasks 


Attitudinal  Tasks 


V. 

Apply 
Personnel 
Manage- 
ment Skills 


1.  Use  man- 
power 
planning 


Assess  long-term  and  short- 
term  manpower  needs 

Prepare  manpower  plan  for 
long-term  and  short-term 
needs 

Prepare  job  breakdowns,  job 
descriptions,  and  perform- 
ance standards 

Adjust  plan  as  necessary 


2.  Recruit  staff 


List  recruitment  sources 

Explain  the  advantages  and 
disadvantages  of  using  each 


Prepare  appropriate  applica- 
tion form 

Prepare  employment 
opportunity  advertisements 

Conduct  search  for  potential 
applicants 


3.  Select  staff 


Prepare  interview  questions 

Screen  applicants 

Conduct  interview  effectively 

Determine  applicants'  "fit" 
with  the  company 

Determine  applicants' 
interest  and  potential  ability 

P^^i^  the  industry  and  the 
company 

Check  applicants'  references 

Make  a  selection  decision 

Notify  other  applicants  that 
selectic>n  has  been  made 


4.  Orient  staff 


Describe  company  image 

Describe  company  philoso- 
phy and  management  style 

Describe  company  policies 
and  procedures 


Use  organization  chart  to 
describe  company  structure 

Introduce  new  staff  to  co- 
workers 

Tour  company  facilities  with 
new  staff 


ALBERTA  TOURISM  EDUCATION  COUNCIL 


17 


Major 
Skills 


Enabling 
Skills 


Level 


5.  Train  staff 


Knowledge  Tasks 


Explain  the  principles  for 
training  adults 

List  the  types  of  training 
methods 

Explain  the  advantages  and 
disadvantages  of  each 

Explain  the  purpose  of 
training  and  retraining 

Explain  coaching  and 
counselling  as  a  part  of 
training 


Performance  Tasks 


Determine  training  needs 

Prepare  a  training  plan 

Prepare  staff  for  training 

Conduct  training  using 
appropriate  training  methods 
for  the  trainees  and  the  tasks 

Ask  trainees  to  demonstrate 
tasks 

Conduct  follow-up  to  ensure 
trainees  are  performing  tasks 
properly 

Evaluate  training  and  make 
necessary  changes  to  training 
plan 

Assist  staff  to  make  decisions 
by  working  through  the 
decision-making  process  with 
them 

Assist  staff  in  goal-setting 
and  action  planning 

Assist  staff  to  use  effective 
time-management  skills 

Establish  procedures  and 
provide  information  to  staff 

Provide  performance 
appraisals  to  staff 

Develop  career  paths  for  the 
staff  within  the  organization 

Monitor  staff  in  marketing 
activities  and  sales  calls 

Set  an  example  for  your  staff 


Attitudinal  Tasks 


Strive  to  make  the  workplace 
less  stressful 

Promote  teamwork 


6.  Motivate 
staff 


Explain  the  importance  of 
determining  what  motivates 
staff 

List  the  types  of  staff 
incentives,  i.e.  money,  recog- 
nition, gifts 

List  the  advantages  and 
disadvantages  of  each 


Be  yourself  when  interacting 
with  staff 

Use  understanding  to  gain 
staff  support 

Establish  staff  loyalty 

Maintain  balance  between 
being  demanding  and  flexible 

Use  incentives  to  recognize 
and  reward  staff  performance 


Be  sensitive  to  staff  needs 
Maintain  a  sense  of  humour 
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Major 
Skills 


Enabling 
Skills 


Level 


Knowledge  Tasks 


Performance  Tasks 


Attitudinal  Tasks 


VI. 

Use  Market- 
ing Tactics 


1.  Use 
publicity 


Explain  publicity 

List  the  methods  by  which  to 
attain  positive  publicity 

Explain  the  advantages  and 
disadvantages  of  using  each 
method 


Prepare  press  releases 

Contact  local  media 

Keep  local  media  informed  of 
the  company's  activities 

Invite  media  people  and 
celebrities  to  your  facilities  or 
to  use  your  service  for  free 
publicity 

Monitor  service  effectiveness 
of  each  publicity  effort 


Be  outgoing 
Value  contacts 


2.  Use  advertis- 
ing 


List  the  various  advertising 
media 

Explain  the  advantages  and 
disadvantages  of  using  each 
type 

Explain  co-op  advertising 

Explain  contra-advertising 

Explain  the  procedure  for 
producing  an  advertisement 

Explain  the  procedure  in 
using  an  advertising  agency 


Determine  objective  of 
advertising 

Assess  media  in  terms  of 
target  audience 

Select  medium  or  combina- 
tion of  media  to  use  (within 
specific  budget  parameters) 

Evaluate  effectiveness  of 
advertising 

Prepare  copy  for  various 
advertising  media,  i.e.  print, 
radio 

Lay  out  print  ads 


Value  creativity  and 
imagination 


3.  Use  promo- 
tions 


List  the  various  types  of 
promotions,  i.e.  brochures, 
contests,  samples,  trade 
shows 

Explain  the  advantages  and 
disadvantages  of  using  each 
type  of  promotion 

Explain  costs  and  benefits  of 
using  the  various  types  of 
promotion 

List  sources  of  information 
regarding  promotions  i.e. 
advertising  companies, 
associations,  convention  and 
trade  show  bureaus 


Use  appropriate  types  of 
promotional  giveaways  in  a 
cost-effective  maimer 

Determine  objective  of 
promotion 

Assess  media  in  terms  of 
target  audience 

Select  medium  or  combina- 
tion of  media  to  use 

Evaluate  effectiveness  of 
promotion 

Prepare  a  sample  brochure 

Assess  effectiveness  of 
various  trade  shows 

Prepare  and  participate  in 
appropriate  trade  shows 


Value  creativity  and 
imagination 
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Major 
Skills 


Enabling 
Skills 


Level 


4.  Use  public 
relations 


Explain  the 
purposes  of 
marketing 
research 


Knowledge  Tasks 


Performance  Tasks 


Attitudinal  Tasks 


Explain  the  types  of  public 
relations  audiences,  i.e. 
community,  customers, 
industry  members,  staff 


List  the  reasons  for  conduct- 
ing market  research 

Explain  the  type  of  market 
information  needed 

Explain  the  importance  of 
obtaining  ongoing  market 
information 

Explain  the  importance  of 
establishing  objectives  before 
conducting  any  market 
research 


Sui^rt  local  events  and 
associations 

Attend  local  events 

Join  community  associations, 
trade  associations 

Personally  visit  key  business 
and  community  people 

Support  local  businesses 

Monitor  the  costs  and 
benefits  of  various  types  of 
public  relations  used 


Maintain  a  professional 
attitude 

Be  friendly 

Value  a  high  community 
profile 


Use  secon- 
dary sources 


Describe  secondary  data 

List  secondary  data  sources 

Explain  the  advantages  and 
disadvantages  of  secondary 
data 


Obtain  secondary  information 
from  public  and  private 
sources 

Obtain  information  fi^om 
government  sources 
(municipal,  provincial  and 
federal) 

Develop  files  for  clippings 
from  newspapers,  journals 
and  other  print  media 


Prefer  thoroughness 
Prefer  accuracy 


3.  Gather 
internal 
information 


List  information  available 
from  company  sources,  i.e. 
client  records,  past  promo- 
tions, past  sales,  staff 
feedback  methods 

List  customer  feedback 
methods 

Explain  the  advantages  and 
disadvantages  of  each 


Maintain  appropriate 
information  from  company 
sources  in  an  accurate,  timely 
manner 

Design  customer  feedback 
methods,  i.e.  rating  cards, 
personal  contact 

Use  customer  feedback 
methods 


Prefer  thoroughne 
Prefer  accuracy 


VII. 
Use 

Marketing 
Research 
Tools 
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Major 
Skills 


Enabling 
Skills 


Level 


Knowledge  Tasks 


Performance  Tasks 


Attitudinal  Tasks 


Evaluate  the  effectiveness  of 
the  methods 


4.  Use 

observation 
techniques 


List  types  of  observation 
techniques,  i.e.  license  plates 
in  parking  lots,  facilities 
checklist 

Explain  the  advantages  and 
disadvantages  of  using  each 


Determine  appropriate 
observation  techniques 

Use  appropriate  observation 
techniques 

Evaluate  effectiveness  of 
observation  techniques 


5.  Conduct 
focus  groups 


Explain  the  advantages  and 
disadvantages  of  using  focus 
groups 


Select  focus  group  members 
based  on  purpose  of  the  focus 
group 

Conduct  focus  group 

Evaluate  the  effectiveness  of 
the  focus  group 


6.  Design  and 
conduct 
market 
surveys 


Describe  primary  data 

Explain  the  advantages  and 
disadvantages  of  primary 
data 

Describe  formal  research 
survey  instruments  and 
techniques 

Describe  informal  research 
survey  instruments  and 
techniques 


Define  research  problem 

Describe  purpose  and 
objective  of  survey 

Carry  out  informal 
investigation 

Develop  research  project 

Describe  observation 
techniques 

Conduct  telephone  surveys 

Conduct  mail  surveys 

Conduct  personal  interview 
surveys 

Analyze  information 
collected  in  surveys 

Evaluate  information 
collected  in  relation  to 
purpose  and  objectives 


Prefer  thoroughness 
Prefer  accuracy 


7.  Network  with 
others  in  the 
industry 


List  key  contacts  in  the 
industry 

List  key  associations  for 
industry  information 


Make  contact  with  key 
industry  people 

Attend  events  of  key 
associations 


Recognize  the  valuable 
information  of  others 
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Enabling 
Skills 


Level 


Knowledge  Tasks 


Performance  Tasks 


Attitudinal  Tasks 


Evaluate  information 
obtained 

Monitor  cost  and  benefit  of 
contacts 


8.  Use  test 
marketing 


1.  Determine 
market 
segments 


List  the  purposes  of  test 
marketing 

Explain  the  advantages  and 
disadvantages  of  test 
marketing 


Assess  the  need  for  test 
marketing 

Set  objectives  of  test 
marketing 

Develop  plan  for  test 
marketing 

Conduct  test  marketing 
Evaluate  the  results 


Describe  procedures  to 
determine  market  segments 


Set  out  criteria  for  evaluation 

Identify  segments  that  are  not 
presently  satisfied 

Examine  segments  that  are 
not  presently  satisfied 

Determine  segments  to 
evaluate  more  specifically 

Determine  potential  sources 
of  information  for  evaluation 

Research  sources  and  select 
relevant  information 

Assemble  available  new  data 

Evaluate  research  data 


Prefer  thoroughnc 
Prefer  accuracy 


2.  Determine 
potential 
clients  within 
market 
segments 


Describe  procedures  to 
determine  potential  cUents 
within  market  segments 


Determine  evaluation  criteria 

Research  buyer  potential 

Refine  list  of  potential  buyers 

Assemble  the  list  in  a 
measurable  format 

Evaluate  research  in  terms  of 
identified  prospects 

Evaluate  the  value  of  the 
research 


Prefer  thoroughness 
Prefer  accuracy 


Vlli. 

Analyze 
and  Apply 
Marketing 
Research 
Information 
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Major 
Skills 


Enabling 
Skills 


Level 


Knowledge  Tasks 


Performance  Tasks 


Attitudinal  Tasks 


3.  Determine 
high- 
potential 
clients 


Describe  research  procedures 
for  determining  high- 
potential  clients 


Determine  criteria  for 
research 

Design  research  procedures 

Conduct  research  on 
individual  clients 

Determine  prospects  and 
conduct  further  research 

Assemble  list  in  measurable 
format 

Measure  the  potential  results 
of  buyers  in  profit  terms 


Prefer  thoroughness 
Prefer  accuracy 
Display  interest  in  people 


4.  Develop 
strategies  to 
target  high 
potential 
cUents 


List  strategies  to  target  high 
potential  clients 

Explain  the  advantages  and 
disadvantages  of  each 

Explain  the  costs  and 
benefits  of  each 


Identify  strategies  that  are 
appropriate  for  the  client  and 
the  product 

Develop  an  action  plan  for 
each  strategy 

Develop  a  budget  for  each 
strategy 

Use  cost-effective  strategies 
in  revising  the  existing 
marketing  plan 

Evaluate  the  effectiveness  of 
the  strategies  as  they  are  used 


Value  creativity  and 
imagination 


Develop 
strategies  to 
target  low 
potential 
clients 


List  strategies  to  target  low 
potential  clients 

Explain  the  advantages  and 
disadvantages  of  each 

Explain  the  costs  and 
benefits  of  each 


Identify  strategies  that  are 
appropriate  for  the  clients  and 
the  product 

Develop  an  action  plan  for 
each  strategy 

Develop  a  budget  for  each 
strategy 

Use  cost-effective  strategies 
in  revising  the  existing 
marketing  plan 

Evaluate  the  effectiveness  of 
the  strategies  as  they  are  used 


Value  creativity  and 
imagination 


6.  Repackage 
product  to 
suit  target 
markets 


List  methods  of  repackaging 
your  product 

Explain  product  image 


Identify  appropriate  methods 
of  repackaging  product  to  suit 
clients'  needs 


Accept  change 
Be  lateral  thinking 
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Major 
Skills 


Enabling 
Skills 


Level 


Knowledge  Tasks 


Performance  Tasks 


Attitudinal  Tasks 


Explain  company  image 

Explain  the  importance  of 
maintaining  continuity  in  the 
product  image 


Determine  appropriateness  of 
repackaging  methods  for 
product's  image 

Develop  action  plans  to 
implement  appropriate 
repackaging  methods 

Develop  budgets  for  each 
method 


Use  cost  effective  methods  in 
revising  the  existing 
marketing  plan 

Evaluate  the  effectiveness  of 
the  strategies  as  they  are  used 


IX. 

Create 
Client 
Awareness 
and 

Curiosity 


7.  Identify  new 
marketing 
opportunities 


1.  Use  "sales 
lead" 

development 
procedures 


2.  Promote  the 
product 


Explain  the  importance  of 
packaging  your  product  with 
other  products 

List  the  methods  of 
packaging  with  others 


Identify  existing  information 

Identify  sources  of  new 
information 


List  methods  of  bringing  the 
product  to  the  client 

Explain  the  advantages  and 
disadvantages  of  each 


Identify  packaging  strategies 
that  are  appropriate  for  your 
company 

Develop  an  action  plan  for 
each  strategy 

Develop  a  budget  for  each 
strategy 

Use  cost  effective  strategies 
in  revising  the  existing 
marketing  plan 

Evaluate  the  effectiveness  of 
the  strategies  as  they  are  used 


Update  and  use  existing 
information 

Use  new  information 

Assemble  potential  contact 
list 


Define  client  needs  and 
concerns 

Target  products  to  address 
needs/concerns 

Identify  appropriate  methods 
of  bringing  the  product  to 
the  potential  contacts 

Develop  an  action  plan  for 
each  method 


Value  teamwork 

Value  the  contribution  of 
others  in  the  industry 


Display  positive  attitude 
Display  enthusiasm 
Display  innovative  thinking 


Display  sensitivity  to 
client's  needs 

Display  positive  attitude 

Display  enthusiasm 
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Major 
Skills 


Enabling 
Skills 


Level 


Knowledge  Tasks 


Performance  Tasks 


Attitudinal  Tasks 


Prospect  for 
business 


Develop  the  budget  for  each 
method 

Bring  product  to  the  contacts 
using  cost-effective  methods 

Follow-up  on  contacts 

Monitor  the  results 

Maintain  contact  files 


Analyze  client  base 

Lx)ok  for  potential  business 
with  new  and  existing  clients 

Determine  key  decision 
makers 

Make  contact  with  new  and 
existing  clients 

Develop  and  strengthen 
rapport  with  clients 

Determine  clients'  needs 

Request  a  convenient 
meeting 


Display  interest  in  people 
Display  positive  attitude 


2.  Make  outside 
sales  calls 


Explain  the  benefits  of 
meeting  in  client's  own 
office 

Explain  cold  call  techniques 


Set  sales  call  objectives 

Conduct  cold  calls 

Conduct  outside  sales  calls 
with  existing  clients 

Be  punctual  for  meetings 

Appear  professional  in 
appearance  and  dress 

Demonstrate  self  confidence 

Re-establish  rapport  with 
client 

Ask  client  direct  questions 

Analyze  response  and 
determine  needs 

Show  product 

Provide  information 
package 


Set  example  to  staff 
Be  willing  to  help  others 


X. 

Develop 
and 

Strengthen 
Business 
Relation- 
ships 
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Major 
Skills 


Enabling 
Skills 


Level 


Knowledge  Tasks 


Performance  Tasks 


Attitudinal  Tasks 


Deteimine  the  potential  for 
business 

Follow-up 


3  .  Prepare  a 
winning 
proposal 


Explain  the  components  of  a 
winning  proposal 


Contact  client 

Ask  for  request  for  business 
proposal 

Probe  for  details  for  business 

Plan  the  process  of 
developing  proposal 

Gather  contents  of  proposal 

Assemble  proposal 

Verify  contents  to  ensure 
they  meet  client  and  business 
needs 

Deliver  business  proposal 


4 .  Negotiate 
contract 


List  negotiating  skills 

Explain  the  importance  of 
matching  negotiating  skills  to 
the  client 


Follow-up  on  proposal 

Listen  to  the  client 

Sell  the  value  of  the  product 
based  on  client  needs 

Decide  to  either  actively 
pursue  the  sale  or  back  off 

Demonstrate  negotiating 
skills 


5  .  Close  the  sale 


List  the  types  of  closing 
techniques 

Explain  the  importance  of 
matching  the  close  to  the 
client  and  the  situation 

Explain  the  importance  of 
timing  in  closing  a  sale 


Ask  for  a  commitment  in  the 
appropriate  maimer  and  at  the 
right  time 

Get  agreement  signed 

Get  agreement  processed 

Monitor  processing 

Follow-up  on  proposal 
details 

Send  confirmation  letter 
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Major 
Skills 


Enabling 
Skills 


Level 


Knowledge  Tasks 


Performance  Tasks 


Attitudinal  Tasks 


Maintain  contact  after  sale  is 
closed  with  ongoing  follow-up 


6.  Evaluate  lost 
sales 


Priorize  any  commitments 

Analyze  the  client 

Analyze  clioit's  needs 

Discuss  results  with  co- 
workers 

List  the  reasons  for  the  lost 
sale 

Analyze  the  results  and 
specify  areas  of  weakness 

Determine  next  action 

Use  results  for  future  sales 
with  the  lost  client  and  with 
other  clients 


Maintain  professional 
attitude  with  client 

Strive  to  reduce  lost  sales 


7,  Conduct 
follow-up 
activities 


1 .  Identify 
barriers  to 
job 

satisfaction 


List  types  of  follow-up 
activities 


Identify  appropriate  follow- 
up  activities  for  clients 

Use  follow-up  activities 

Monitor  follow-up  activities 
to  ensure  they  are  timely  and 
effective 

Monitor  follow-up  feedback 


Recognize  the  importance  of 
repeat  business 

Recognize  the  importance  of 
positive  word  of  mouth 
advertising 


Describe  the  lack  of  a  selling 
and  marketing  mentality  in 
profession 

Describe  unprofessional 
behaviour 

Describe  "putting  out  the 
fires" 

Describe  resistance  to  change 
Describe  time  constraints 


2.  Make 
decisions 
effectively 


Explain  corporate  goals  and 
objectives 


Review  the  problem  situation 
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Major 
Skills 


Enabling 
Skills 


Level 


Knowledge  Tasks 


Performance  Tasks 


Attitudinal  Tasks 


Explain  personal  goals  and 
objectives 

Explain  goal  alignment 

Explain  the  importance  of 
making  decisions  which  fit 
with  personal  and  corporate 
goals 


Identify  the  specific  problem 

Assess  alternative  solutions 

Select  solution  from 
alternatives 

Write  out  action  plan  to  solve 
the  problem 

Implement  the  plan 

Evaluate  the  solution 


3.  Use  time- 
management 
skills 


Describe  time-management 
procedures 


List  activities 

Prioritize  activities 

Estimate  time  requirements 
of  activities 

Stick  to  priority  hst 

Evaluate  use  of  time 


Value  timeliness 
Value  productivity 


4.  Address 
errors  to 
maximize 
customer 
service 


Describe  methods  for 
addressing  errors 


Assess  damage  caused  by 
unprofessionalism  and  lack 
of  service 

Generate  alternate  plans  of 
action 

Choose  and  implement  the 
plan  of  action 

Evaluate  the  plan 

Monitor  customer 
satisfaction 


Prefer  professionalism 

Prefer  customer  service  and 
satisfaction 

Remain  calm 


5.  Develop 
selling  and 
marketing 
mentality 


Know  your  product 


Sell  with  sincerity 

Be  accommodating  without 
patronizing  your  client 


Believe  in  your  product 

Think  "success" 

Portray  "success" 

Develop  a  healthy  "service' 
attitude 


6.  Communi- 
cate with 
others  in  the 
organization 


Describe  methods  for 
informing  co-workers 


Meet  with  co-workers 
regularly 


Value  teamwork 
Treat  others  equally 
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Major 
Skills 


Enabling 
Skills 


Level 


Knowledge  Tasks 


Performance  Tasks 


Attitudinal  Tasks 


Describe  methods  for 
receiving  feedback  from  co- 
workers 


Acknowledge  co-workers 
and  receive  their  points  of 
view  of  issue 

Demonstrate  understanding 
of  other  components  of  your 
business,  i.e.  operations 

Explain  to  others  the 
importance  of  marketing 
throughout  the  company 

Exchange  information  with 
co-workers  on  a  regular  basis 

Keep  commimication  lines 
open 


7.  Focus  on  past 
successes 


Describe  methods  to  focus  on 
past  success 


List  recent  successes 

Review  actions  that  led  to 
success 

Implement  actions  in  future 
plans 
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Sales  and  Marketing  Manager 
SKILL  PROFILE  CHART 


Skill  Profile  Chart 

Sales  and  Marketing  Manager 


Explain  the  Role  of 
Sales  and  Market- 
ing Management 


Use 

Communication 
Skills 


f 


Increase  Product 
Knowledge 


Define  the  Temiinology 
Used  in  the  Tourism  Industry 
and  in  Marketing 


Explain  Product  Pricing  in 
Tourism 


Explain  the  Tools/ 
Techniques  Used  in  Sales 
and  Marketing  Management 


Recognize  Client  and  Use  a 
Suitable  Style  that  the  Client 
Finds  Comfortable 


Use  Message-Giving  Skills 


Use  Telephone  Techniques 


Explain  Company  Operation 
and  Policies 


Explain  Features, 
Advantages  and  Benefits  of 
the  Product 


1^ 


Define  Sales  and  Marketing 
and  Explain  the  Difference 
Between  the  Two 


Explain  Increased  Business 
as  an  Outcome  of  Sales  and 
Marketing  Management 


Explain  the  Importance  of  a 
Positive  Attitude  in 
Marketing 


Use  Nonverbal  Communica- 
tion Skills 


Use  Negotiating  Skills 


Use  Networking  Skills  with 
Clients  and  with  Others  in  the 
Industry 


Experience  the  Product 


Explain  the  Components  of 
the  Tourism  Industry 


Display  the  Attitudes  and  In- 
terests of  Importance  to  Sales 
and  Marketing  Management 


Explain  Tourism  Marketing 


Explain  the  Procedures  Used 
in  Sales  and  Marketing 
Management 


Use  Listening  Skills 


1 


Identify  Competitors  and 
Their  Products  and  Know  the 
Entire  Destination 


■  Use  Written  Communication  ■ 

] 

"L  Study  Trade/Industry  L 

I  W    Publications  I  W 


Use  Presentation  Skills 


Attend  Trade/Industry 
Presentations 


Explain  Product  Position  in 
the  Market 


w 


Maintain  Proper 

Management 

Information 


Explain  the  Importance  of 
Having  Proper  Management 
Infonnation 


1^ 


Explain  Basic  Bookkeeping 
Procedures 


1^ 


Forecast  and  Plan  Sales  and 
Marketing  Activities  for  the 
Long  Term 


Prepare  Marketing  Budgets 
for  Fiscal  Year 


L  Monitor  Existing  Sales  and      L  ft^ 


Monitor  and  Control  Sales 
and  Marketing  Expenses 


Use  Systems  of  L 
W    Accountability  1 

Apply  Personnel 

Use  Manpower  Planning         ^          Recruit  Staff  ^ 

Select  Staff 


Forecast  and  Plan  Sales  and 
Marketing  Activities  for  the 
Short  Term 


Use  Organizational  Planning 
Skills 


Orient  Staff 


Use  Marketing 
Tactics 


Use  Publicity 


1^ 


Use  Promotions 


Use  Public  Relations 


Use  Marketing 
^  Research  Tools 


Explain  the  Purposes  of 
Marketing  Research 


Conduct  Focus  Groups 


Use  Secondaiy  Sources 


Design  and  Conduct  Market 
Surveys 


Gather  Internal  Information 


Network  with  Others  in  the 
Industry 


Use  Observation  Techniques 


Use  Test  Marketing 


Analyze  and  Apply 
Marketing 
Research 
Information 


Determine  Market  Segments 


Develop  Strategies  to  Target 
Low  Potential  Clients 


1^ 


Determine  Potential  Clients 
Within  Market  Segments 


Repackage  Product  to  Suit 
Target  Markets 


Determine  High  Potential 
Clients 


Develop  Strategies  to  Target 
High  Potential  Clients 


Identify  New  Marketing 
Opportunities 


f 


Create  Client 
Awareness  and 
Curiosity 


Use  "Sales"  Lead  Develop- 
ment Procedures 


f 


Maintain  Job  identify  Barriers  to  Job  L  Make  Decisions  Effectively     L  Use  Time  Management  L         Address  Errors  to  Maximize 

Satisfaction  w  I  ^  I ^^'"^  I W 


■  IS^  Communicate  with  Others  in    ■  1 


Develop  Selling  and  g  Ity  Communicate  with  Others  in    |  WM  Focus  on  Past  Successes 

Marketing  Mentality 
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